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PUB-NO: JP02 0013 12 53 8A 

DOCUMENT- IDENTIFIER: JP 2001312538 A 

TITLE: METHOD AND DEVICE FOR RESERVING RESOURCES TO ANTICIPATED WORK ITEMS VIA 
SIMULATED WORK ITEMS 
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PROBLEM TO BE SOLVED: To provide a method and device for reserving resources to 
anticipated work items via simulated work items. 

SOLUTION: A work flow manager (150) reserves resources for dealing with actual 
anticipated work items, by transmitting simulated artificial work items to resources 
before the actual work items become available. The resources rather wait the actual 
work item without dealing with the work item simulated . When this actual work item 
is made available, it is substituted for the work item simulated, and the resources 
deal with the operations simulated . For example, in an automatic call delivery ( ACD ) 
system (101) that deal with various types of correspondences, (at step 2) it is 
anticipated data how many agents are needed in each type, (at step 204) it is 
decided that actually how many agents are available (are reserved) . 
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CHG DATE=20011102 STATUS=0> A workf low-manager (150) reserves a resource for 
processing an anticipated real work item by sending a simulated, artificial, work 
item to the resource before the real work item becomes available. The resource does 
not process the simulated work item, but rather awaits the real work item. When the 
real work item becomes available, it is substituted for the simulated work item, and 
the resource processes it. For example, in an ACD system (101) that processes 
various types of communications, it is anticipated on a per-type basis how many 
agents (102-104) will be needed (202) versus how many are available (204) . Any 
shortfall is cured by generating (210) tokens representing that many simulated 
communications of that type and enqueuing, dequeuing, and assigning the tokens to 
agents like any other arriving communications. Any excess is cured by canceling 
(210) that many outstanding, pending, tokens of that type. When a real communication 
of that type arrives (300), it is substituted (312,314) for the oldest token of that 
type, either in queue or at an assigned agent . To be fair to all agents , an assigned 

token is periodically reassigned from one agent to an available another agent . 



ABSTRACT: 



Record Display Form 



http://westbrs: 8002/bb/gate.exe?f=doc&s. . ,occnt^l&p_doc_l=PTFFIlO&p_doc_2=&p_do 




L4 : Entry 3 of 4 File: EPAB Sep 24, 1998 

PUB-NO: WO009842118A1 

DOCUMENT- IDENTIFIER: VJO 9842118 Al 

TITLE: METHOD AND APPARATUS FOR SIMULATING A CENTRAL QUEUE FOR DISTRIBUTING CALLS IN 
A DISTRIBUTED ARRANGEMENT OF AUTOMATIC CALL DISTRIBUTORS 

PUBN-DATE: September 24, 1998 

INVENTOR- INFORMATION : 

NAME COUNTRY 
DURINOVIC- JOHRI , SANJA 
LEVY, YONATAN A 
SABINAS , SUHASINI V 

ASSIGNEE- INFORMATION: 

NAME ' COUNTRY ' 

AT & T CORP US 



APPL-NO: US09804872 
APPL-DATE: March 16, 1998 

PRIORITY -DATA: US04107797P (March 18, 1997), US04022398A (March 12, 1998) 
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ABSTRACT: 

CHG DATE=19990905 STATUS=C>Calls may be distributed and load balancing maintained 
for a distributed automatic call distributor ( ACD ) system by simulating a central 
FIFO queue at the central routing point of the system. The simulated FIFO queue 
either requires that the number of calls in queue and the oldest call waiting time 
of calls at each automatic call distributor be periodically provided to the central 
routing point or event-based data be provided on each call answered in the system or 
not routed by the central routing point. Deviations from FIFO order of service 
recorded at the simulated FIFO queue may signal the need for requeuing a call at 
another automatic call distributor. With additional information on agents available, 
the call removal rate may be estimated. Also, delay estimates may be updated based 
on comparing actual and estimated delays over time. The routing point may be updated 
with traffic data through, for example, a known telemarketing operations performance 
management system (TOPMS) or directly from the automatic call distributors via the 
toll telecommunications network. 
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NOVELTY - A resource is reserved for processing an anticipated work item by sending 
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a simulated, artificial work item. The simulated work item is then substituted by 
the real work item, for processing when the real work item is available. 

DETAILED DESCRIPTION - INDEPENDENT CLAIMS are also included for the following : 

(a) Work-flow management apparatus; 

(b) Computer readable medium containing instruction for executing work-flow 
management . 

USE - E.g. for distributing and managing telephone calls in automatic call 
distribution ( ACD ) systems. 



ADVANTAGE - Allows work-processing operations to utilize resources commensurate with 
the needs of high priority works in an environment of differentiated works and 
resources, thus facilitating integration of low priority works such as back office 
work with high priority work such as customer communications processing. Hence 
eliminates manual intervention to reallocate resources which causes delay in 
resuming of work. Enables realization of high service levels and high resource 
utilization simultaneously, without undue constraints on the organization of work 
and resources. Thus improves customer service and reduces burden on supervision. 

DESCRIPTION OF DRAWING (S) - The figure shows the functional flow diagram of agent 
selection procedure. 
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